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Capability 


Employees identified four arenas that 
impact their capability to provide excellent 
customer service: 


Support systems and services 
Skills and knowledge 


Management of the regulatory process 


Management practices and policies 


Of these arenas, "Support Systems and 
Services" received the highest satisfaction 
rating, as shown in Figure 1. 
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Leveraging 


The employee survey results were analyzed 
using a computer model, and a "leverage" 
score from | to 10 was generated for each of 
the capability and motivation arenas. 
Leverage scores provide indicators of where | 
to focus improvement efforts. An arena 
with a high score indicates that employees 
are relatively dissatisfied, which, in turn, has 
the potential to impact customer service. 
Consequently, an improvement in a high- 
leverage arena will likely have a greater 
impact on customer satisfaction than an 
improvement in a low-leverage arena. 
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Figure 3. Employee Leverage Ratings for Capability Arenas 


Of the capability arenas, "Management 
Practices and Policies" received the highest 
leverage score, as shown in Figure 3. 
"Communication and Coordination" was 
given the highest leverage score of the moti- 
vation arenas, as shown in Figure 4. 
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Figure 4. Employee Leverage Ratings for Motivation Arenas 


“The agenda is simple: we need to get back 
to the basics, cut the processes we work in, keep it 
simple, write so that everyone can understand 
what we have to say, and give greater 
responsibilities to the employees.” 


Acting BLM Director Mike Dombeck 
From Daily Summary of Summit, 4/25/94 
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BLM's COMMITMENT 


The Bureau of Land Management (BLM) is 
committed to improving the quality of ser- 
vice we provide to our customers and to the 
many stakeholders and partners who are 
interested in the public lands. During June 
and July of 1995, we conducted our first 
national survey of our day-to-day customers. 
The survey results indicated that our cus- 
tomers have come to expect a high level of 
satisfaction from their interactions with BLM. 


A key to customer satisfaction lies with 
BLM's employees. BLM's performance is 
driven primarily by the capability and the 
motivation of employees to meet our cus- 
tomers’ needs. Consequently, BLM is also 
committed to providing employees with a 
work environment which promotes the best 
possible customer service. 


ASSESSING EMPLOYEE SATISFACTION 


During the same time that many of BLM's 
customers were surveyed, employee focus 
groups were formed at seven field office 
sites to identify broad factors, or "arenas," 
that affect employees' capability and moti- 
vation to serve customers. Capability refers 
to having the ability to produce a desired 


result or effect, such as being provided with 
the right tools, sufficient training, the appro- 
priate level of responsibility, and funding to 
do the job right. Motivation refers to having 
the incentive to do a good job, such as being 
given clear goals; having a good work envi- 
ronment, excellent communications, and 
opportunities for self-enrichment; and being 
appreciated for a job well done. 


Based on input from the focus groups, a sur- 
vey was then developed to assess employee ~ 
satisfaction in the arenas most commonly 
identified. The survey was targeted primarily 
at those employees who have extensive con- 
tact with customers, such as field office staffs, 
public room staffs, and range conservationists. 


SURVEY RESULTS 


Over 3,500 surveys were distributed to 
employees, and nearly 50 percent of the 
employee surveys were returned. About 
83 percent of the respondents were from 
District or Resource Area Offices, and 
66 percent had daily contact with cus- 
tomers. Employees rated their satisfaction 
with BLM's performance in each arena on a 
scale of 1 to 7, with 1 meaning "needs major 
improvement," and 7 meaning "excellent." 


WHERE Do WE Go FROM HERE? 


The Bureau's Executive Leadership Team (ELT) 
and the Steering Committee for Business and 
Fiscal Services have made a commitment to 
examine the results of the employee survey and 
to take the following actions: 


Make State-specific survey results available 
to each State and its employees. 


Solicit employees' ideas and suggestions for 
improvement, based on the survey results, 
and develop an action plan for each State by 
January 1996, with followup in 1997. 


Address the long-term, cross-cutting themes 
identified by both employees and customers, 
including fair and consistent enforcement, 
reasonable rules, communication, and 
streamlining of processes, in the Bureau's 
strategic plan, "Blueprint for the Future." 
Assign an Assistant Director or State 
Director responsibility for action on each. 


Publish current news items pertaining to 
"Blueprint" themes. Develop additional 
strategies for communicating at local and 
national levels and report them to employees 
over the next year. 


FOR FURTHER INFORMATION 


Complete survey results and a more detailed 
analysis are available in the "Employee Survey 
Report." Copies can be obtained by calling the 
Headquarters Management Systems Team at 
(202) 452-5155, or faxing your request to 
(202) 452-5171. 


